
Beforethe
FEDERAL COMMUNICATIONS COMMISSION

Washington,D.C. 20554

In theMatterof )
)

TelecommunicationsRelayServicesand ) CC DocketNo. 98-67
Speech-to-SpeechServicesfor Individuals ) CGDocketNo. 03-123
with HearingandSpeechDisabilities )

AT&T COMMENTS ON VIDEO RELAY SERVICE

SPEEDOF ANSWER REQUIREMENT

Pursuantto theCommission’sFebruary8, 2005PublicNotice(DA

05-339),’AT&T Corp. (“AT&T”) submitsthesefurthercommentsonthespeedof

answerrequirementfor Video RelayService(“VRS”).

In itS March, 2000 Improved TRS Order,2 the Commissionauthorized

carriersto offer VRS as a non-mandatorytelecommunicationrelay service (“TRS”)

offering and to recoverVRS costs from the IntestateTRS Fund. Subsequentlythe

Commissiongranted(and later extended)a waiverof certainmandatoryminimum TRS

requirements in connection with VRS, including Section 64.602(b)(2) of the

Commission’srules (47 C.F.R. § 64.604(b)(2))that requires85 percentofrelaycallsbe

answeredwithin 10 secondsin amannerthatresultsin acall beingplaced,ratherthanput

1 Public Notice,“FederalCommunicationsCommissionSeeksAdditional Commenton the

SpeedofAnswerRequirementfor Video RelayService(VRS).” DA 05-339(rel.Feb. 8,
2005)(“Public Notice”).

2 TelecommunicationsRelay Services for Individuals with Hearing and Speech

Disabilities, ReportandOrderandFurtherNotice ofProposedRulemaking,CC Docket
No 98-67, 15 FCCRcd 5140,5152(2000)(“ImprovedTRSOrder”).
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callersin queueoron hold.3 TheCommissionin 2004also initiatedafurtherrulemaking

seekingcomment,inter alia, on the VRS speedof answerrequirement.4 In the Public

Noticethe Commissionhasrequestedadditionalcommentsonwhethera speedof answer

rule shouldbeadoptedfor VRS, aswell ason specific issuesbearingon theadoptionand

implementationofsucharequirement.

As with otherforms of TRS, AT&T supportsCommissionadoptionof a

speedof answerrequirementfor providersofVRS offerings to assuresatisfactoryservice

to customers.AT&T also recognizesthat the Commissionhasappliedits relayservice

quality andperformancecriteriato VRS in a mannerthat will encourage,andnot deter,

theavailabilityofthat serviceto customersandcreateproperincentivesfor technological

innovation by providers.5 As AT&T demonstratesbelow, the Commissionshould

implementthespeedof answerrequirementfor VRS in aflexiblemannerin keepingwith

theseoverarchingpolicy objectives.

Thus, AT&T supports an initial minimum VRS speed of answer

requirementthat 85 percentof suchcalls be answeredwithin 30 seconds,measured

SeeTelecommunicationsRelay Servicesand Speech-to-SpeechServicesfor Individuals
with HearingandSpeechDisabilities, Order, CC DocketNo. 98-56, DA 01-3029,17
FCC Rcd 157 (2001)(“VRS WaiverOrder”) ¶~15-16(waiving speedofanswerrule for
VRS until December31, 2003); TelecommunicationsRelay Servicesand Speech-to-
SpeechServicesfor IndividualswithHearingandSpeechDisabilities,Order,CC Docket
No. 98-67, DA 03-4029 (rel. Dec. 19, 2003) (extending certain waivers for VRS,
includingspeedof answer,until June30, 2004); TelecommunicationsRelayServicesand
Speech-to-SpeechServicesfor Individualswith HearingandSpeechDisabilities,Report
and Order, Orderon Reconsideration,andFurtherNotice of ProposedRulemaking,CC
Dockets 90-571 and 98-67and CG Docket 03-123,FCC 04-137, 19 FCC Rcd 12475
(2004) (“2004 TRSReport& Order”) ¶~J119-123(waiving speedofanswerrule forVRS
until January1, 2006,or suchtime astheCommissionadoptsaspeedof answerrule for
VRS, whicheveris earlier).

See2004TRSReportandOrder, ¶ 246.

See,e.g., VRSWaiverOrder,¶ 8.
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initially on a monthly basis.6 At this juncture, someVRS providersstill needto recruit

and train sufficient video interpretersto meet suchan answerrequirement(although

AT&T’s own VRS contractorhasgenerallyalreadyachievedthat objective.)7 Measuring

compliancewith the speedofanswerrequirementinitially onamonthlybasiswill further

allowVRS providersto gainexperiencewith the staffing levelsrequiredfor theircenters

to meetthat criterion. After one year,however,sufficientexperienceshouldhavebeen

gained by all providers to further upgrade the measurementstandardto a daily

requirement.8

The starting point of a VRS call for purposesof determiningcompliance

with the speedof answerrequirementshould follow the measurementprocedurethat is

alreadyin use for InternetProtocol(“IP Relay)calls, which like VRS makeuseof the

Internetto provideservice.9Thus, thestartof aVRS call shouldbe thepoint atwhichthe

VRS provider receivesthe connectionand performsa “hand shake” with the video

6 SeePublicNotice,QuestionsNo. 1 and6.

~ SeeHands on Video RelayServices,Inc. (“HOVRS”) Commentsin Responseto Speedof

AnswerInquiry, filed Feb.25,2005 in CC DocketNo.03-123.

8 Similarly, to assurethatVRS providerscanrecruit and trainnecessarypersonnel,aswell asto

developand submitnewcost informationto theInterstateTRS FundAdministrator,thespeedof
answerrequirementobligationsdescribedaboveshouldbe madeeffectivesix monthsfrom the
datetheCommissiongivespublic noticeofthe adoptionofthesestandards.SeePublic Notice,
QuestionNo. 2 (requestingcommenton effectivedate), The six monthintervaldescribedabove
also mirrors the period betweenthe time when VRS providers submit costs to the Fund
Administratorandthe time that the revisedVRS paymentratebasedon thosecostdatais made
effective.

~ SeePublicNotice, QuestionNo. 3. SeealsoImprovedTelecommunicationsRelayServicesand
Speech-to-SpeechServicesfor Individuals with Hearing and SpeechDisabilities, Declaratory
Rulingand SecondFurtherNoticeofProposedRule Making, CC Docket98-67,FCC 02-121,17
FCC Rcd 7779 (2002)(IP DeclaratoryRuling) ¶ 29 (alsogenerallyaddressingspeedof answer
andIP Relay).
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softwareusedby thecaller.’°Theendpoint for thecall, for purposesofmeasuringspeed

ofanswer,shouldbe themomentthata live videointerpreteris connectedto thatcall.

The Commission’streatmentof abandonedcalls and “call backs” for

purposesof measuringVRS speedof answershouldalsoparallel theproceduresapplied

to IP Relay calls. Abandonedcalls are included in the IP Relaycalculation,because

otherwisecustomersmay be subjectedto the risk of having theircalls answeredby the

provider’s centerbut thennot answeredfor a prolongedperiodprior to the customer’s

hangingup.11 NeithertraditionalTRS nor IP Relaynormallyacceptcall backs,in which

the customer,rather than wait for an available attendant,insteadelects to have the

providercall backwhenanattendantbecomesavailable. Especiallywith theadoptionof

a VRS speedof answerrequirement,there is no basis for the Commissioneither to

require that VRS providersacceptsucharrangements,or to include suchcalls in the

computationoftheprovider’sperformance.

Finally, VRS providersshouldbe requiredto compileandfile reportswith

call datareflectingtheir compliancewith a speedof answerrequirement.12Ratherthan

submittingsuchreportsdirectly to theCommission,asimplied in thePublicNotice,VRS

providersshouldin thefirst instancebe requiredto lodgethosefilings with theTRS Fund

Administrator on a monthly basis when submitting claims for reimbursement.The

Administrator(or the Commission,which will haveaccessto thosefilings) may analyze

10 Measurementfrom the point the call arrivesat theVRS provider’s serveris inappropriate

becausetheremaybe adelayin synchronizingthe incomingcall, eventhoughavideo interpreter
is availableto processthe call, SeeHOVRS Comments,supra.

~‘ SeePublicNotice,QuestionNo. 4. Seealso47 C.F.R.§ 64.604(b)(2)(ii)(B);ImprovedTRS
Orderat ¶IJ 59 n.117 & 64 (addressingabandonedcallsandexplainingthat suchcallsarethose
callsansweredby arelaycenter,butneverhandledby a CA becausethecustomerhangsup).

12 SeePublicNotice,QuestionNo. 7.
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thosedatato monitor VRS providers’ performanceand to makemodifications in VRS

performancestandardsasmaybeappropriate

Respectfullysubmitted,

Is! PeterH. Jacob~
LeonardJ.Cali
Lawrence3. Lafaro
PeterH. Jacoby

AT&T Corp.
OneAT&T Way
Room3A251
Bedminster,N.J. 07921
Tel: (908)532-1830
Fax: (908)532-1219

February25, 2005


